
There’s no doubt the creation of air travel was a
monumental accomplishment for humankind.
Aircraft don’t just transport people; they also move
goods and products all over the world. But what
does that take? And, who are the professionals
working behind the scenes to make that happen?
One of them is Keysha Dampeer, National Account
Manager - West Region, at Southwest Airlines.

After experiencing the stellar customer service
Southwest Airlines offered Keysha as a passenger,
she decided to go the extra mile to become an
employee. That set Keysha in motion to do her
research and apply for a position within the
company. She began working as an entry-level
customer service representative. However, to move
through the ranks, Keysha knew she needed an
understanding of how her supervisors and their
supervisors got into their positions.

ASKING HER WAY UP

She conducted informational interviews, asking
questions such as, “How did you get to where you
are?” Southwest also offers training to their
employees, and she took full advantage of it. From
there, Keysha was promoted to supervisor, and
then to manager. Ultimately, she was able to
crossover to the operations team, which is
responsible for finding the optimal weight and
balance for the aircraft, as well as communicating
with air traffic control.

Over time Keysha continued to acquire experience
in departments that deal with passengers, cargo,
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and business to gain a clear picture of what each
department needs to be successful. Her recent
career transition into sales developed because a
leader noticed Keysha’s patience with customers,
her success at promoting Southwest’s cargo
business, and her knack for saving the company
money. She realized the more cargo you get onto
each aircraft the more profitable the airline
becomes. She was asked whether she had ever
considered a career in sales. Initially, Keysha
admitted when she thought of sales, she thought
of it as something for a “pushy person,” but after
gaining more insight she realized it was an ideal
role for her because it helps the business thrive.
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BEING A PART OF SOMETHING BIG

Today, in her role as a National Account Manager,
Keysha works with presidents and vice presidents
of companies to make sure their needs are being
met. She must also be aware of all new business
that is coming down the pipeline as well as how
Southwest can potentially capture these
opportunities. Additionally, she helps potential
clients make informed decisions about flight
schedules and pricing to ensure Southwest can
secure and maintain that business.

“Essentially, I’m an advocate for our customer, but
at the same time I’m protecting the good of
Southwest Airlines,” Keysha stated.

She starts each day with meditation. Then she
tackles her schedule by taking a proactive effort
to understand potential pain points for her clients,
and how to get ahead of them. Next, Keysha
spends time reviewing emails, returning phone
calls, and having crucial meetings with her clients
as well as her team.

There is joy in being part of something larger than
herself for Keysha. A prime example of this being
what occurred at the height of the Covid-19
pandemic. Flights may have been grounded for
the general public, but cargo shipments with
critical resources still needed to get out. Keysha
also mentioned the challenge of things outside
her control, such as weather or anything that
affects hours of operations and leads to the
sudden closing of a facility. These unplanned
instances keep her on her toes. Communication
may break down, but she’s picked up habits that
lessen the burden, such as checking in with
different teams and verifying crucial information.
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KEEPING UP WITH THE TRENDS

For additional training in her role, she must stay
mindful of developing news that may impact the
compliance, sales, or operations side. This means
she undergoes quarterly safety regulations and
sales training. Keysha also stays on top of her own
professional development by familiarizing herself
with platforms her team consistently uses like Excel
and Salesforce. Her team also needs to understand
market analysis using a platform called WorldACD,
which gives them an idea of the company’s
competitive position in the airline industry. “It’s also
reading a lot of journals,” Keysha admitted. “I
subscribe to the freight industry social media
platforms, newsfeeds, and different studies that
come out.” 

Regarding helpful skills for this industry, Keysha
emphasizes people should come in looking to
further their understanding of the cargo industry as
well as the national and international market. It’s
forever changing, and an ongoing learning process.

Keysha shared another highlight of working at
Southwest is that people are often promoted
internally and if someone continues moving up,
they can expect a salary of six figures. Keysha left us
with these words of wisdom: “Just get in the door,
and you can navigate your way through.”
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